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Chapter 1:  Getting Started 

What is the 
Virtual 
Gateway? 

The Virtual Gateway is a single point on the Internet for accessing 
Health and Human Services programs and services.  The ultimate 
goal of the Virtual Gateway is to streamline service access and 
coordinate service delivery.  It serves three important groups:  

• Internal Health and Human Services staff 

• Service provider staff  

• Consumers 

The Virtual Gateway offers: 

• Catalog: An online catalog with descriptions of several of the 
most widely used programs in Health and Human Services. 

• Screening & Referral: A short online survey for consumers 
and providers to determine potential eligibility for select 
EOHHS programs. Multiple services can be assessed at the 
same time. 

• Common Intake: A single, online data collection tool for 
registered providers to create applications for multiple 
EOHHS programs on behalf of clients. (Login required.) 

As well as many other targeted services. 
 

 

This chapter provides information specific to: 

• Accessing Virtual Gateway 

• Password Management 

• Accessing online help 
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Accessing the 
Virtual 
Gateway 

To Access Provider Services through the Provider page: 

1. Open an Internet Explorer session. 

2. Type web address http://www.mass.gov/eohhs in browser. 

3. Select Provider Services Gateway Enter>> 
 

 
Tip: Once you are in the Virtual Gateway, you must use the 
navigation tools that are part of the application not the Internet 
Explorer Back and Forward. 
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Accessing 
Virtual 
Gateway, 
(continued) 

You will be directed to the Business Services page for login.   

4. Enter Username and Password. 

5. Click the Login button. 

Note:  Security requires that each person have a username and 
password. Once you are logged in, you will have access to the 
Virtual Gateway services. 
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Password 
Management 

Password policy rules: 

• The user will be assigned an ID and temporary password sent 
through e-mail by the Virtual Gateway help desk 

• The user must change their password after first log in 

• The password must be between 8 and 12 characters and at  
least 1 alpha and 1 numeric character 

• Passwords are case sensitive 

• Users will be automatically logged out of the system after 60 
minutes of inactivity. 

Once you login, you can change your password. 

 
To change your password: 

1. Click the Password Management link. 
The Change Password popup window appears. 

2. Type new password twice. 

3. Click the Submit button. 

4. Click the Close button. 
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Accessing  
Virtual 
Gateway  
Services 

Here is a view of the Virtual Gateway Business Services page, where 
you can access each of the available services: 
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Chapter 2:   Contracts 

Contracts in 
EIM/ESM 

 
 

Only certain types of contracts are included in the pilot release of 
EIM/ESM. The following table lists the contract types included and 
the billing process for each.  

Contract Type Billing Process 

Unit Rate (UR) 

• Client–specific claims/SDRs are 
submitted. 

• Payment according to units of 
service provided to clients. 

Master 
Agreement (MA) 

• Similar to Unit Rate contract 

• Covers multiple vendors from 
one funding source. 

Cost 
Reimbursement 
(CR) 

 

• Non-client-specific invoice is 
submitted for cost reimbursement.  
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Information 
Flow 
 

Basic contract information originates in MMARS, is recorded in the 
Commonwealth Information Warehouse, and flows to EIM/ESM, 
where additional information is added. 

Providers are able to view the contract information within EIM/ESM 
and request amendments.   

 

 

 

 

Insert flow chart here 
 

1. MMARS (Massachusetts Management Accounting and 
Reporting System)  

• Initiates all contract set-up and amendments  

• Handles all changes to maximum obligation, rates, and 
vendor codes 

• Issues all payments 

2. Commonwealth Information Warehouse 

• Records contract information  

• Forwards to EIM/ESM 

3. EIM/ESM  
Agency: 

• Configures contract details and maintains additional contract 
characteristics (more information below) 

• Activates contract 

Providers: 

• View current contract information 

• Request amendments 
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Searching for a 
Contract 
 

 

 

To search for a contract: 

1. Click the Contracts module from the main menu.  
The Contract Search page appears. 

 

 

 

 

 

 

2. Enter search criteria. 

3. Click . 
Contracts that meet the search criteria appear.  

 
 
 
 
 
 
 
 

 
4. Click on a contract number to view the contract summary.  

The Contract Summary page appears, displaying 
information for the current fiscal year. 
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Contract Status 

 
 

A contract may pass through up to four contract states: 

Initial Status 

• The contract arrives from MMARS in initial status 

• Agency staff configures contract and changes status to active, 
pending, or inactive. 

• A contract can’t be returned to initial status once it has been 
moved to another status. 

Active Status 

• The contract is available for claim/SDR/invoicing processing 

Pending Status 

• When providers request formal amendments affecting the 
Maximum Obligation, the contract is placed in Pending status.   

• A Pending status indicates the agency is modifying or amending 
the contract. When modifications are complete, contract will be 
changed to Active Status  

Inactive Status 

• The system allows an inactive contract to be moved to active 
status. 
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Viewing 
Contract 
Information 
 

Providers with appropriate security roles can view additional contract 
information, but cannot change it. 

Information can be accessed from navigation bar on the Contract 
Summary page.  

Viewable information includes: 

• Fund Allocation 

• Amendments 

• Line Item Budgets (Cost Reimbursement contracts)  

• Unit Allocations (Unit Rate and Master Service Agreement 
contracts) 

• Affiliates 

• Programs 

• Participating Organizations 

Requesting a 
Contract 
Amendment 
 

Providers with appropriate security roles can request amendments to 
a contract through EIM/ESM to adjust: 

• The maximum obligation 

• Line item budgets or unit allocations 

• Contract end date 

• Client capacity limit  

When an amendment request is received, the agency contract 
manager sets the contract status to Pending; all claims/SDRs and 
invoices against the contract are also put in pending status.  

When the contract amendment is complete, the agency will set the 
contract status to Active.  
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Formal 
Amendment 
Changes 

When formal amendment changes the maximum obligation or the 
current year obligation, the amendment must be approved by the 
Comptroller. 

Amendments for changes to the contract end date, client capacity, 
unit allocation and line items budgets are made by an agency contract 
manager; the Comptroller is not involved. 

Contract 
Amendment 
Request Process 

The amendment request is completed in EIM/ESM; once requested, 
the system emails the information to the Agency Contract Manager. 

Request a Contract Amendment: 
1. Access the Contract Summary page. 

2. Click Request Amendment in the navigation bar. 
The Request Amendments page appears. 

3. Enter amendment information, including a reason for the 
amendment. 

4. Click [Request Amendment] 
The Amendments page appears. Notification is sent to 
designated agency staff via email. 

The agency contract manager will process the amendment request, 
notifying the provider by phone or email when it is complete. 
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Chapter 3:  Introduction to Billing 

 
 

EIM/ESM employs three methods of billing: 

1. Invoices 

2. Claims via Direct Data Entry 

3. Claims via Service Delivery Report 

The billing method a particular provider uses is determined by:  

• The type of contract being billed against  

• The agency issuing the contract 

Invoices vs. 
Claims 
 

Claims and invoices are both ways to request remittance, but there 
are some important differences: 

Billing 
Method 

Contract Type Details 

Invoices Cost Reimbursement • Must be created 
sequentially 

• Covers program-related 
expenses 

Claims Unit Rate  

& 

Master Agreement 

• Create as needed 

• Covers services 
delivered to clients 
enrolled in an activity 
code 
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New Process 
Overview 
 

 

1. The provider creates and submits an invoice or claim/SDR 
within EIM/ESM. 

2. The invoice or claim/SDR is validated and adjudicated within 
EIM/ESM. In some cases, additional agency approval is 
required. 

3. The claim/SDR or invoice is attached to a PRC and approved 
by the agency before submission to MMARS. 

4. MMARS remits payment to the providers and creates an EOB 
that can be viewed within EIM/ESM.  

 

1 2
3

4 
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Chapter 4:  Invoices 

 Providers use invoices to bill for expenses incurred under Cost 
Reimbursement contracts.  

Cost Reimbursement contracts contain one or more line items, each 
with a budget. 

Invoices contain the line items specified in the contract. Each month, 
providers update the line items to reflect the month’s costs before 
submitting the invoice. 

Invoices must be submitted sequentially; if there are no expenses 
during a billing period, providers must submit a zero balance. If an 
organization needs to submit more than one invoice a month, a 
supplemental invoice can be created. 

Invoice Status Invoices have the following statuses: 

Pre Adjudication Statuses 

Draft A new invoice is in draft status.  

An invoice must be in draft status to be edited, 
deleted or released.  

Ready Once an invoice is released, it is in ready status. 
An invoice in ready status can be authorized or 
disapproved.  

If disapproved, it moves to draft status for 
changes. 

Passed Once an invoice is authorized, it is in passed 
status.  

Passed status indicates the invoice has been 
passed by the provider and entered the system 
for adjudication. 
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Searching for 
an Invoice 
 

The search feature enables users to locate any invoice that’s been 
created. A user might want to add information to a draft invoice or 
check on its status once it’s been authorized. 

To search for a invoice: 

1. Select the Billing module and select Invoice Search on the 
navigation bar. 
The Invoice Search page appears. 

 

 

 

 

 

 
 
 
 
 

2. Enter criteria in one of the following fields: 

• Program Name 

• Date From  

• Date To 

• Vendor 

• Payment Reference Number 

• Invoice Status 

Note: Use the wild card % to return all records, or use a 
partial search to return all records that begin with a letter 
or text string. 
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Searching for 
an Invoice 

(continued) 

 

 
 

3. Click                 . 
Search results appear.  

 

 

 

 

 

 

 

 

4. Click the Program Name link. 
The Invoice Summary page appears. 

 

 

 

 

 

 

 

 

 

 

 

 

 

The Invoice Summary page includes information about the invoice, 
including line items. 
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Supporting 
Documentation 

If you have supporting documentation that needs to be provided, 
there are multiple ways to record this information. 

You can use the following fields to record additional information: 

Field Functionality 

Supporting Documentation 
Description 

Describe the type of supporting 
documentation being sent – e.g. 
ISP form, Long Term Absence 
Form 

Supportive Documentation 
Type 

Select: 

• Email  

• Fax  

• US Mail 

from the drop-down box 

Service Delivery Report Type or paste comments or 
detailed service delivery 
narratives 
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Reviewing Line 
Items 

 
 

Cost Reimbursement contracts contain line items, each with a budget. 
The line items appear in each invoice and are updated to reflect costs 
for the billing period.  

There are two types of line item: 

Category 1 line items cover personnel costs in situations where 
employees are billed to the contract.  These line items include staff 
member names, service periods, and wage amounts. 

 
 

Non-Category 1 line items cover non-personnel costs. 
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Adding a New 
Invoice 

 
 

 

Invoices must be submitted sequentially, even if all amounts are zero. 
If no invoice was submitted for a previous billing period, a new 
invoice cannot be added. 

To add a new invoice: 

1. Select the Billing module and Invoice Search on the 
navigation bar. 
The Invoice Search page appears. 

2. Click  
The Add Invoice page appears. 

 

 

 

 

3. Select a contract and click  
The Add Invoice page expands. 

 

 

 

 

 

 

 

 

 

 

 

 

4. Enter Billing Period dates. The Invoice Reference Number 
field is available for providers who want to enter a reference 
number for internal tracking purposes.   

Note: If an invoice has been submitted for the same billing 
period, mark the new invoice supplemental. 
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Adding a New 
Invoice 

(continued) 

 
 

 

 

5. Click  
The Invoice Summary page appears. 
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Updating 
Category 1 Line 
Items 

 

  
 
 

Category 1 Line Items are personnel-related and must contain 
information including the staff member name, the service day/hours, 
and the amount billed.  

To update a Category 1 Line Item: 

1. Access the Invoice Summary page. 

2. Select Personnel Summary in the navigation bar. 

 
The Personnel Summary Information page appears.  

 

3. Click  . 
The Personnel Summary Add page appears. 

 

 

 

 

 

 

 

 

4. Enter all required information. 

5. Click . 
The Personnel Summary page reappears. 
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Updating Non-
Category 1 Line 
Items 

 

 

 

 

To update a line item for a cost related to administrative support: 

1. Access an invoice. 

2. Click a line item link. 
The Line Item Summary page appears. 
 

 
 

 

 

 

 
 

3. Enter an invoice amount. 

4. Click  to update this line item.  
The Invoice Summary page appears, displaying the updated 
line item. 

Saving the 
Invoice 

 

 
 

Users can update the invoice and save changes throughout the 
month, releasing the invoice at the end of the month when all 
updates are complete. 

To save changes to invoice information and line items: 

1. Access the Invoice Summary page. 

2. Click . 
The Invoice Summary page displays the message Invoice 
Updated Successfully. The invoice status remains Draft. 
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Releasing and 
Authorizing the 
Invoice 

 
 

When all line items have been updated, the invoice is ready to enter 
the system for validation and adjudication.  

The Invoice Specialist or Billing Specialist releases the invoice and 
the Invoice Authorizer or Billing Supervisor authorizes it. 

To release an invoice: 

1. Access the Invoice Summary page. 

2. Click . 
The Invoice Summary page displays the message Invoice 
Released Successfully!!! The invoice status is changed to 
Ready. 

If the Invoice Authorizer or Billing Supervisor sees an error, the 
invoice can be disapproved, which changes the status from released 
to draft so the error can be corrected by the Invoice Specialist. 

To disapprove an invoice: 

1. Access the Invoice Summary page of a released invoice. 

2. Click .  
The Invoice Summary page appears with the status changed 
to Draft. The invoice can be corrected and released again for 
authorization. 

To authorize an invoice: 

1. Access the Invoice Summary page of a released invoice. 

2. Click . 
The Invoice Summary page displays the message Invoice 
Authorized Successfully!!! The invoice status is changed to 
Passed. 

Practice Complete a supplemental invoice that includes both Category 1 and 
non-Category 1 line items. 

Save and release the invoice. 
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Chapter 5:  Service Delivery Reports (SDRs) 
 

 Service Delivery Reports (SDRs) are a method of creating claims in 
EIM/ESM. An SDR is specific to a contract, month, and location.  

Users enter service delivery details for their organization’s roster of 
clients.  The SDR is then submitted to EIM/ESM, where the service 
lines are validated and adjudicated as claims. 

Locating the 
SDR page 

 
 

An SDR is available for each month the contract is active, and for 
each location covered by the contract.  

To locate an SDR: 

1. Select the Billing module link. Select Service Delivery 
Report in the navigation bar.   
The Service Delivery Report page appears. 

2. Select a contract; click  

3. Select a program; click . 
The Service Delivery Report page appears, listing months 
for the selected contract and program.   
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Viewing an 
SDR 
 

  

1. Access the Service Delivery Report page. 

2. Within the targeted month, selected a location (or all 
locations) and click . 
The Service Delivery Summary page appears, listing all 
clients enrolled in programs covered by the selected contract 
at the selected location. 
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Updating a 
Service Delivery 
Header 

 
 

As a provider, you can use the Service Delivery Header to enter the 
Invoice Reference Number, which is unique to the SDR. 

To update a Service Delivery Header: 

1. From the Service Deliver Summary page, select  
Service Delivery Header on the navigation bar. 
The Service Delivery Header page appears. 

2. Enter your organization’s unique provider invoice 
reference number in the SDR Reference Number field. 

3. Click . 

Note: SDRs can be resubmitted by an agency after the original SDR 
has been released and authorized. At the time of resubmission, the 
header information can be changed. 
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Recording 
Service 
Information 

 

 

The SDR feature enables users to enter information for a single 
client or multiple clients at once.  

To record service information for a single client: 

1. Access the Service Delivery Summary page. 

2. Click client name link.  
The Record Service Delivery page appears. 
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Recording 
Service 
Information 

(continued) 

 

3. Complete the service details by entering a number of service 
units and an attendance code. 

 

 

 

 

 

4. Click . 
The Service Delivery Summary page appears. 

 

 

 

 

 

Attendance 
Codes 

 
 

Attendance codes are a required part of recording services.  

Attendance codes may differ from program to program; a key to the 
available codes is found at the bottom of the Record Service 
Delivery page. 

 

 

 

 

 

If client is sick or absent, enter a zero along with the status 
attendance code. 
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Copying 
Characteristics 

 

 
 

The Copy Characteristics feature allows a user to copy service 
delivery information, from one client to another. 

To copy service delivery information: 

1. Access the Record Service Delivery page for a client. Enter 
service delivery information if needed. 

2. Click . 
A list of clients appears. 

 

 

 

 

 

 

 

 

3. Select one or more clients and click . 
The Service Delivery Summary page appears, displaying the 
copied service delivery dates. 
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Applying a 
Service Delivery 
Pattern 

 
 

When most of the roster receives the same services on the same days 
(as happens in residential care, for example), a service delivery 
pattern can be created and applied to several clients.  

1. Access the Service Delivery page. 

2. Click Service Delivery Pattern in the navigation bar. 
The Service Delivery Pattern page appears. 

3. Complete the service delivery pattern information. 

 

 

 

 

 

 

 4. Select all clients who receive information in this pattern. 

 

 

 

 

 

 

 

 

5. Click  
The Service Delivery Summary page appears. 
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Releasing and 
Authorizing an 
SDR 
 

When all service delivery information has been entered, the SDR is 
ready to enter the system for validation and adjudication as a series 
of claims.  

The SDR Specialist or Billing Specialist releases the SDR and the 
Billing Supervisor or SDR Authorizer authorizes it. 

To release an SDR: 

1. Access the Service Delivery Summary page. 

2. Click . 
The status of the SDR is Released 

If an SDR Authorizer or Billing Supervisor sees an error, the SDR 
can be rejected.  Rejecting the SDR changes the status from 
released to draft so the error can be corrected.  

To reject an SDR: 

1. Access the Service Delivery Summary. 

2. Click .  
The Service Delivery Summary page appears with the status 
changed to draft. The SDR can be corrected and released 
again for authorization. 
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 To authorize an SDR: 

1. Access the Service Delivery Summary page. 

2. Click ..  
Authorization begins and the following message appears: 

 

 

 

 

3. Click SDR on breadcrumbs, select month again, and check 
status. 

 

 

 

 

 

 

 

Practice 
 

Locate the SDR for the following month; enter services by copying 
characteristics or creating a service delivery pattern. 

Release and authorize the SDR. 
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Chapter 6:  PRCs 
 

PRCs You can search for and update PRCs. 

Invoice Statuses Invoices have the following statuses: 

Post Adjudication Statuses 

PRC Ready Once an invoice has been passed, it will be 
moved to this status.  

PRC Ready status indicates the invoice is ready 
for Program Manager approval. 

PM PRC 
Approve 

Program Managers have approved. 

ACTG PRC 
Approve 

Accounting has approved. 

PRC 
Submitted 

3 day wait while MMARS processes the 
invoice. 

PRC Paid EOB is available. 
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Searching for a 
PRC 

 

1. Select the Billing module and select Search for PRC on the 
navigation bar. 
The Search for PRC page appears. 

 

2. Enter search criteria and click                 . 
Search results appear.  

3. Click the Program Name link. 
The Update PRC page appears. 

The organizations unique provider identification number is 
highlighted in red. 
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Explanation of 
Benefits (EOB) 

The same unique provider identification number is viewable on the 
EOB. 
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Chapter 7:  Remittance  

 An Explanation of Benefits (EOB) or remittance is information about 
a payment made after the adjudication process is complete. The EOB 
contains information about the payment remitted including: 

• Transaction information showing the date payment was sent 

• Status of the transaction 

• Contract information  

• Payer information 

• Payee information 

• PRC information  

Viewing an 
EOB 

Providers can check payment status for claims/SDRs and invoices 
within EIM/ESM. 

1. Select the Billing Module link. Select Explanation of 
Benefits (EOB) in the navigation bar.   
The EOB Search page appears. 
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Viewing an 
EOB 

(continued) 

2. Enter search criteria. 

3. Click                 . 
Search results appear.  

 

 

 

 

 

4. Click the Contract Number link. 
The EOB Summary page appears. 

 

 

 

 

 

 

 

 

1. Access the Invoice Summary page 

2. Select a program.  

3. Select a line item. 
 The Line Item summary lists the adjudications, amounts, and 
status for each line item. 
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Chapter 8:  Reporting 

 Typically, reports are generated by an authorized user who chooses 
report content and format as part of submitting a reporting request. 

Accessing the 
Reporting 
Feature 

To access the reporting feature of EIM/ESM: 

1. Access the Reports module. 
A list of Financial and Service Management reports appears. 

 
Note: Access to reports is based on user security roles. 

Entering 
Report Criteria  

Criteria selection tailors report results. By entering criteria, a user can 
determine the details and grouping of the report data. Criteria include 
dates, programs, locations, and contract numbers, etc. 

To enter criteria and run a report: 

1. Access the Reports module. 
A list of Financial and Service Management reports appears. 

2. Click the name of the individual report link. 
A Report Criteria page appears. 
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Note: The Report Criteria page will differ depending upon 
the specific report being requested. 

3. Enter criteria. 
Important: Report criteria is not printed on the report or 
preserved in the system. Users may find it helpful to record 
criteria manually. 

4. Select Report Format. 

5. Click . 
A file is generated that users may save for later viewing. 

 


